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I N HIE CLAIMS: 



This listing of claims will replace all prior versions, and listings, of claims in the 
application: 

1 . (Currently Amended) A method for managing customer and product information 
over a network using a multi-functional customer relationship management tool, comprising: 

generating a customer database including customer records, wherein each customer 
record tracks a customer; 

generating a product database including product records, wherein each product record 
tracks a product; 

creating a plurality of modules for use in the multi-fun c tional customer relationsh ip 
management tool, wherein each mo dule which allows specific access and manipulation of the 
customer and product databases; 

receiving a contact from a custome r th rough a telephone call or by an email; 

access ing at least one of t he plural ity of modules in the multi-functional customer 
relationship management tool to allow a client representative to toefe review previous customer 
contacts w ith the custom e r , product information and servicing information associated w ith the 
customer : and 

allowing the client representative to update upd ating the customer database from 
information received from the customer to add or modify a specific customer record indicating 
logging the customer contact and recording any new product or warranty purchase information, 
service request, return merchandise request, or complaint about the custom e r using one of the 
plurality of modules* 



of th e plurality of m odul es; and 

prsvidrag-p roduct and custom e r record information in 4h o database to a requesting cli e nt 
repr esentative uging one of the plurality of modul e s . 





^cei ved from a cli e nt to add or m odify-^ 
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wherein the plurality of modules are available to the client represe ntati ve include at least twe 
four members of a set of modules comprising a customer interaction module, a return 
merchandise management module, a warranty administration module, an e-mail module, an 
inventory management module, a reporting system module and a credit card processing module. 

3. (Currently Amended) The method of claim 1 , wherein the step of updating the 
c ustomer database further compri sing comprises: 

transmitting over the network an input page in which the client representative enters data 
to update the customer database. 

4. (Currently Amended) The method of claim 1, wherein the step of t r acking 
pr evious customer contacts further comp rising com prises: 

transmitting over the network an input page in which the client representative enters 
search information to request customer record information from the customer database; 

receiving the input page transmitted by the client representative including a request for 
customer record information; 

generating an information page including customer record information for the customer 
record specified in the received input page; and 

transmitting the information page to the requesting client representative over the network. 



5. 



(Cancelled) 



6. 



(Cancelled) 
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7. (Currently Amended) The method of claim 1 wherein the step of allowing the 
cli ent representative to update the cus t omer database, farther compris ing comprises : 
tracking in formation about each contact with the custom e r; 

providing problem and solution codes to be selected by the client representative; and 
recording any additions or modifications in either the customer or product record using 



t he problem and solution codes 




id uding 



8. (Previously Presented) The method of claim 7, wherein the contact with the 
customer is by c-mail and an email module is used to respond back to the customer, wherein the 
c-mail module scans the e-mail for key words and categorizes the email for appropriate response 
using predetermined problem and solution codes and e-mail templates are used to form a 
response back to the customer. 

9. (Original) The method of claim 1 , further comprising: 

interlinking with a front-end GUI to display the product image and information over the 
network; 

processing a payment for a purchase of the product or an extended warranty from the 
information stored in the customer record; 

updating the customer and product records to account for the purchase of the product; and 
updating the customer record to account for the purchase of the extended warranty, 

• 10. (Cancelled) 

1 1 . (Previously Presented) The method of claim 1 wherein the client representative is 

a repair facility representative, further comprising: 

accessing a return merchandise management module; and 

producing a printable sheet with a bar code identifying a returned product using a 

commercial bar code font to code the bar code. 
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1 2. (Original) The method of claim 9, further comprising: 
producing a printable sheet with information on the purchase of the product. 

13. (Original) The method of claim I, further comprising: 

producing a report based on information from the customer and product records. 

14. (Original) The method of claim 1 > further comprising: 
interlinking a third party shipping software with the product database; 

. updating the product database from information received from the third party shipping 
software to add or modify a specific product record indicating shipping information about the 
product. 
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1 5. (Currently Amended) A system for managing customer and product information 
over a network using a multi-functional customer relationship management tool, comprising: 
means for generating a customer database including customer records, wherein each 
customer record tracks a customer; 

means for generating a product database including product records, wherein each product 
record tracks a product; 

means for creating a plurality of modules for use in the mu lti-f unctional customer 
r elationship managem ent t ool, wherein each mod ule which allows specific access and 
manipulation of the customer and product databases; 

means for receiving a contact from a customer through a telephone c all or bv an email; 
means for accessing at least one of the plurality of modules in the multi-functional 
customer relationship mana ge ment tool to allow a client representative to teaek r eview previous 
customer contacts witb4he- e u stom er , product information and servicing information associated 
with the customer : and 

means for allowing the client representative to update updating the customer database 
from in formation received from the customer to add or modify a specific customer record 
indicating logging t he customer contact and recor d ing anv new product or warranty purchase 
information , serv i ce request, return merchand i se request, or complai nt about the custom e r using 
one of the plurality of modulesf 

m e ans for up dati ng the product databas e froB M nformotion rec e iv e d fro m- a client to add 



meatis-for providing product and customer record information in th e-data baso to a 
reques ting client repres e ntativ e u sing-on o of the plurality of modul e s . 




or modify a sp ecifi c product record indicati ng-pn 




atio n about th e 
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is ting cli e nt 



of a set of modules comprising a customer interaction module, a return merchandise management 
module, a warranty administration module, an e-mail module, an inventory management module, 
a reporting system module and a credil card processing module, 

17. (Currently Amended) The system of claim 15, wherein the means for updating 
the customer database further Gempfiskig comprises : 

means for transmitting over the network an input page in which the client representative 
enters data to update the customer database, 

1 8. (Currently Amended) The system of claim 1 5, w herein the means for track ing 
previous customer con t acts further co mprising compr ises: 

means for transmitting over the network an input page in which the client representative 
enters search information to request customer record information from the customer database; 

means for receiving the input page transmitted by the client representative including a 
request for customer record information; 

means for generating an information page including customer record infonnation for the 
customer record specified in the received input page; and 

means for transmitting the information page to the requesting client representative over 
the network. 

19. (Cancelled) 

20. (Cancelled) 
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2 1 . (Currently Amended) The system of claim 1 5, wherein the means for allowing 
the client repre s entative to update th e c ustomer database further comprising comprises: 



means for providing problem and solution codes to be selected by the client 
representative; and 

means for recording any additions or modifications in cither the customer or product 



22. (Previously Presented) The system of claim 20, wherein the contact with the 
customer is by e-mail and an email module is used to respond back to the customer, wherein the 
e-mail module scans the e-mail for key words and categorizes the email for appropriate response 
using predetermined problem and solution codes and e-mail templates are used to form a 
response back to the customer. 

23. (Original) The system of claim 15, further comprising: 

means for interlinking with a front-end GUI to display the product image and information 
over the network; 

means for processing a payment for a purchase of the product or an extended warranty 
from the information stored in the customer record; 

means for updating the customer and product records to account for the purchase of the 
product; and 

means for updating the customer record to account for the purchase of the extended 



m ans-foi 




ikm-ab< 






warranty. 



24. (Cancelled) 
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25. (Previously Presented) The system of claim 1 5. wherein the client representative 
is a repair facility representative further comprising; 

means for accessing a return merchandise management module; and 
means for producing a printable sheet wiLh a bar code identifying a returned product 
using a commercial bar code font to code the bar code. 

26. (Original) The system of claim 23, further comprising: 

means for producing a printable sheet with infonnaiion on the purchase of the product. 

27. (Original) The system of claim 15, further comprising: 

means for producing a report based on information from the customer and product 
records, 

28. (Original) The system of claim 15, further comprising: 

means for interlinking a third party shipping software with the product database; 

means for updating the product database from information received from the third party 
shipping software to add or modify a specific product record indicating shipping information 
about the product. 
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29. (Currently Amended) A program for managing customer and product information 
over a network using a multi-functional customer relationship management too] comprising a 
computer usable media including at least one computer program embedded therein that is 
capable or causing at least one computer to perform: 

generating a customer database including customer records, wherein each customer 
record tracks a customer; 

generating a product database including product records, wherein each product record 

tracks a product; 

creating a plurality of modules for use in the multi-functional customer re lationship 
management too), wherein each module whkfe allows specific access and manipulation of the 
customer and product databases; 

receiving a contact from a customer thr o ugh a telephone call or by an email; 

accessing at least one of the plurality of modules in th e multi-function a l customer 
r elationship ma nagement tool to allow a client representative to teiek revie w previous customer 
contacts with- thc custom er, product information and servicing information associated with the 
customer ; and 

allowing the clien t representative to updat e updating the customer database from 
information received from the customer to add or modify a specific customer record *ftdicatk*g 
logging the customer contact and recording any new product o r warranty purchase information, 
service request, return merchandise request, or complaint about the custom e r using one of the 
plurality of modules^ 

up dating th e produ c t - database from information received from a oli enfrt o add or modifo-a 
specific product record in di cating product rmrt i n v^nt^ry infoTmntinn ahnut the* product using on e 
of the plura li ty of modul e s; a nd . 

pro viding product and custom e r r e cord information in the databas e to a r e questing cli e n t 
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plurality of modules are available to the client representative Include al least twe four members 
of a set of modules comprising a customer interaction module, a return merchandise management 
module, a warranty administration module, an e-mail module, an inventory management module, 



31 . (Currently Amended) The program of claim 29, wherein th e step of updat ing the 
customer database further performing perfo rms: 

transmitting over the network an input page in which the client representative enters data 
to update the customer database. 

32. (Current) y Amended) The program of claim 29, wherein th e step of trackin g 
previous customer contacts further pe rforming performs : 

transmitting over the network an input page in which the client representative enters 
search information to request customer record information from the customer database; 

receiving the input page transmitted by the client representative including a request for 
customer record inform ati on ; 

generating an information page including customer record information for the customer 
record specified in the received input page; and 

transmitting the information page to th* requesting client representative over the network. 



a reporting system module and a credit card processing module. 
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33. (Cancelled) 

34. (Cancelled) 

35. (Currently Amended) The program of claim 29 wherein the step of all owingjhe 
clie nt representative to update the customer database ^ further performing performs ; 

tracking information about e ach contact wit h- th e customer; 

providing problem and solution codes to be selected by the client representative; and 
recording any additions or modifications in either the customer or product record using 
the problem and solution codes 

wherein the cli e nt r e pr e s entative has- a ccess to all custom e r contact inform atio n including 



36. (Previously Presented) The program of claim 33, wherein the contact with the 
customer is by e-mail and an email module is used to respond back to the customer, wherein the 
c-mail module scans the e-mail for key words and categorizes the email for appropriate response 
using predetermined problem and solution codes and e-mail templates are used to form a 
response back to the customer. 

37. (Original) The program of claim 29, further performing: 

interlinking with a front-end GUI to display the product image and information over the 
network; 

processing a payment for a purchase of the product or an extended warranty from the 
information stored in the customer record; 

updating the customer and product records to account for the purchase of the product; and 
updating the customer record to account for the purchase of the extended warranty. 




38. (Cancelled) 
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39. (Previously Presented) The program of claim 29, wherein the client 
representative is a repair facility representative further performing: 

accessing a return merchandise management module; and 

producing a printable sheet with a bar code identifying a returned product using a 
commercial bar code font to code the bar code. 

40. (Original) The program of claim 37, further performing: 
producing a printable sheet with information on the purchase of the product, 

41 . (Original) The program of claim 29 % further performing: 

producing a report based on information from the customer and product records. 

42. (Original) The program of claim 29, further performing: 
interlinking a third party shipping software with the product database; and 
updating the product database from information received from the third party shipping 

software to add or modify a specific product record indicating shipping information about the 
product. 
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